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DETAILED ACTION 
Summary 

1 . This Non-Final Office Action is responsive to applicant's annendment 
filed June 6, 2005. Applicant's amendment of June 6, 2005 cancelled claims 1-6, 
8-11, 23-41 and 46-65; and amended claims 7, 12-22, and 66; and added new 
claims 68-88. 

Currently Claims 7, 12-22, 42-45 and 66-88 are pending. 

Response to Arguments 

2. The applicant's arguments have been fully considered, but they are moot 
in view of new grounds of rejection. 

Claim Rejections - 35 USC § 103 

3. The following is a quotation of 35 U.S.C. 103(a) which forms the basis for 
all obviousness rejections set forth in this Office action: 

(a) A patent may not be obtained though the invention is not identically disclosed or described 
as set forth in section 102 of this title, if the differences between the subject matter sought to 
be patented and the prior art are such that the subject matter as a whole would have been 
obvious at the time the invention was made to a person having ordinary skill in the art to which 
said subject matter pertains. Patentability shall not be negatived by the manner in which the 
invention was made. 

4. Claims 7 and 12-22 are rejected under 35 U.S.C. 103(a) as being 
unpatentable over Genesys in view of Jooss and further in view of Jacobson. 

The reference nomenclature for Genesys from the first office action is 
maintained and adds: 
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"Genesys Products - Call Concentrator*', web.archive.org webpage of 
Genesyslab.com, November 5, 1996, pp. 1-2, hereinafter Reference U1. 

"Genesys Products - Campaign Manager**, web.archive.org webpage of 
Genesyslab.com, Novembers, 1996, pp. 1-2, hereinafter Reference V1. 

"Genesys Products - Products & Services DART", web.archive.org 
webpage ofGenesyslab.com, June 26, 1997, pp. 1-3, hereinafter Reference X1. 

"Genesys Products - Products & Services DART Diagram", 
web.archive.org webpage ofGenesyslab.com, June 26, 1997, p.1, hereinafter 
Reference W1. 

"Desktop Solutions", web.archive.org webpage of Genesyslab.com, 
Novembers, 1996, pp. 1-2, hereinafter Reference U2. 

"Genesys Products - Products & Services Application Products", 
web.archive.org webpage ofGenesyslab.com, June 26, 1997, pp. 1-2, hereinafter 
Reference V2. 

"Genesys Products - Call Router", web.archive.org webpage of 
Genesyslab.com, November S, 1996, pp.1 -2, hereinafter Reference X2. 

Jooss, Ron, "Raising the Bar**, Jan 1999, Credit Union Management, 22, 
1; ABI/INFORM Global, page 44, hereinafter Jooss. 
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Jacobson. Tom, "Reaching New Heights", June 1999, Credit Union 
Management, Vol. 22, Iss. 6, p.50, 4 pages, ProQuest ID 42071489, hereinafter 
Jacobson. 

Regarding Claim 7, Genesys teaches: 

wherein the performance statistic comprises at least one or more of 
in contacts, talk time, work time, total time, available time, aux time, 
average handling time, average work time, average talk time, out calls, out 
time, system time, schedule adherence, state adherence, agent 
conformance, agent sales, agent revenue, agent attendance, entitlement 
adherence, and quality score. 

Reference V1 page 1 paragraph 5 line 5, average IB and OB call duration 
(i.e. average handling time). 

Regarding Claim 12, Genesys and Joos do not teach: 
the step of communicating a comparison between the performance 
of the given agent and the performance of the agent group, the comparison 
being communicated as at least one of a difference, a percent difference, 
and no difference. 

Jacobson teaches: 

the step of communicating a comparison between the performance 
of the given agent and the performance of the agent group, the comparison 
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being communicated as at least one of a difference, a percent difference, 
and no difference. 

Page 3 paragraph 3 line 1-4, the charts provided for the variance analysis 
determine whether a agent's key performance metric falls outside of a range, i.e. 
communicating a difference between the performance of the agent and that of a 
group. 

Jacobson, Jooss and Genesys address measuring performance in a call 
center, thus Jacobson, Jooss and Genesys are analogous art. 

Jacobson teaches that applying variance management enables resources 
to be more effectively utilized in improving performance in a call center (page 3 
paragraph 2 line 1-4). 

It would have been obvious to one of ordinary skill in the art at the time of 
the invention to modify the collective teachings of Genesys and Jooss, regarding 
providing detailed tracking of individual and group performance measures in a 
call center, to include communicating the difference between an agent's 
performance metric and that of a group, as taught by Jacobson, because it would 
provide a more efficient utilization of resource by highlighting individuals most in 
need of management attention. 



Regarding Claim 13, Genesys teaches: 
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the step of displaying further comprises selecting least one 
presentation characteristic of the performance statistic, the at least one 
presentation characteristic having at least over threshold indicator 
including colors, fonts, italicizing, reverse printing, holding, underlining, 
background patterns, shading, cross-hatching, diagonal lines and vertical 
lines 

(Reference A paragraph 5 line 14, customized reports can be created from 
any third party reporting tool). 

Official Notice is taken that it is old and well known in the art that a third 
party reporting tool, such as Microsoft Excel™, provides for presentation 
characteristics having indicators including colors, fonts, italicizing, reverse 
printing, bolding, underlining, background patterns, shading, cross-hatching, 
diagonal lines and vertical lines. These provide easy to see threshold indicators 
in graphs and charts. 

It would have been obvious to one of ordinary skill in the art at the time of 
the invention to modify the collective teachings of Genesys and Jooss, regarding 
providing detailed tracking of individual and group performance measures in a 
call center by call type and skill, to include the step of providing for presentation 
characteristics having indicators including colors, fonts, italicizing, reverse 
printing, bolding, underlining, background patterns, shading, cross-hatching, 
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diagonal lines and vertical lines, because it would provide easy to see threshold 
indicators in graphs and charts. 

Claim 14 recites similar limitations to those addressed in Claim 13 above, 
and therefore it is rejected under the same rationale. 

Regarding Claims 15 and 16, Genesys teaches selecting at least one 
presentation characteristic of the performance data, the at least one presentation 
characteristic having at least an over threshold limit, as per Claim 15, and an 
under threshold limit, as per Claim 16, including at least one percent difference 
or an absolute difference. Genesys teaches reporting performance statistics and 
comparing performance results with other groups (Reference A paragraph 3 line 
10, agents can compare their performance statistics with that of their group). 
Official Notice is taken that it is old and well known in the art of comparing 
statistics in presentation, i.e. graph, table or chart format, to use either a 
difference or percent difference comparison to a threshold value, whether that 
threshold be over limit, as per Claim 15, or under limit as per Claim 16. 

Regarding Claim 17, Genesys teaches the step of collecting and updating 
the performance data periodically. 

(Reference B paragraph 2 line 2-3, historical record for each call created; 
Reference A paragraph 4 line 12-13, performance results updated and can be 
monitored in real time). 



Application/Control Number: 09/776,610 
Art Unit: 3623 



Pages 



Regarding Claim 18, Genesys teaches: 

wherein the agent is performing in at least of a call center. 

(Reference A paragraph 3 line 9, agents working in call center). 

Regarding Claim 19, Genesys teaches: 

the step of allowing the agent to enter preferences of the agent, the 
preferences comprising selecting the comparison method. 

(Reference A paragraph 4 line 9-10, agents empowered to monitor their 
own performance and compare it to statistics for their group). 

Regarding Claim 20, Genesys teaches: 

the step of allowing the agent to enter preferences of the agent, the 
preferences comprising selecting the comparison method. 

(Reference A paragraph 4 line 9-10, agents empowered to monitor their 
own performance and compare it to statistics for their group; Reference B 
paragraph 7 line 12-13, third part software allows creating of customized reports), 
wherein the comparison method comprises at least one of no difference, 
difference, and percent difference. 

Genesys teaches that agents can create their own reports using reporting 
tools such as Microsoft ExceF" to create reports. Official Notice is taken that it 
is old and well known in the art for Excel™ to create reports that comprise a 
comparison method of no difference, difference and percent difference. 
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Regarding Claim 21, Genesys teaches: 

the step of allowing the agent to select the form of the 

communication, the form comprising a textual display, graphical display, a 

bar chart and a line chart 

(Reference A paragraph 4 line 9-10, agents empowered to monitor their 
own performance and compare It to statistics for their group; Reference B 
paragraph 7 line 12-13, third part software allows creating of customized reports). 
Genesys teaches that agents can create their own reports using reporting tools 
such as Microsoft Excel™ to create reports. 

Official Notice Is taken that it Is old and well known in the art for Excel™ to 
create reports that comprise a textual display, graphical display, a bar chart and 
a line chart. 

Regarding Claim 22, Genesys teaches: 

the step of allowing supervisor to select the form of the 

communication, the form comprising a textual display, graphical display, a 

bar chart and a line chart. 

(Reference A paragraph 4 line 2-3, 9-10, managers can empower agents 
to monitor their own performance and compare it to statistics for their group; 
Reference B paragraph 7 line 12-13, third part software allows creating of 
customized reports). Genesys teaches that managers can create their own 
reports using reporting tools, such as Microsoft Excel™, to create reports. 
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Official Notice is taken that it is old and well known in the art for Excel™ to 
create reports that comprise a textual display, graphical display, a bar chart and 
a line chart. 



5. Claims 42-45 are rejected under 35 U.S.C. 103(a) as being unpatentable 
over Genesys in view of Jacobson. 

Regarding Claim 42, Genesys teaches: 

collecting periodically the one or more performance statistics for the 
agent and one or more peer groups; 

Reference U1 page 1 paragraph 2 line 1-3, call center calls are recorded 
as they are made and input into a database. This data is collected periodically to 
measure call management success (see paragraph 5 line 2). 

calculating one or more performance statistics of the peer group and 
a respective performance statistic of the agent; 

Reference VI page 1 paragraph 5 line 2, Agent and Agent Group 
Statistics include calculating an overdial percentage as well as other statistics 
(see lines 1-5). 

Genesys does not teach calculating a percentage difference in 
performance between an agent and a group, however Official Notice is taken that 
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it is old and well known in the art to compare performances by calculating a 
percentage difference. Calculating a percentage difference provides a way to 
normalize performance measures so that comparisons between individuals can 
be made. 

It would have been obvious to one of ordinary skill in the art at the time of 
the invention to modify the teachings of Genesys regarding providing various 
performance measures for call center agents, to include calculating a 
performance metric percentage difference between an agent and their respective 
group, because it would provide an easy and well known way to determine how 
well an agent was performing. 

Genesys does not teach: 

determining whether the percentage difference between each of the 
one or more performance statistics of the peer group and the respective 
performance statistic of the agent exceeds an over threshold; 

presenting the respective performance statistic of the peer group in 
a first state in response to a determination that the percentage difference 
between the respective performance statistic of the peer group and the 
performance statistic of the agent exceeds the over threshold; 

determining whether the percentage difference between each of the 
one or more performance statistics of the peer group and the respective 
performance statistic of the agent Is less than an under threshold, and 
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presenting the respective performance statistic of the peer group in 
a second state in response to a determination that the percentage 
difference between the respective performance statistic of the peer group 
and the performance statistic of the agent is less than the under threshold. 

Jacobson teaches: 

determining whether the percentage difference between each of the 
one or more performance statistics of the peer group and the respective 
performance statistic of the agent exceeds an over threshold; 

Page 3 paragraph 3 line 1-4, the charts provided for the variance analysis 
determine whether a agent's key performance metric falls outside of a range, 
including a percentage over a threshold. 

presenting the respective performance statistic of the peer group in 
a first state in response to a determination that the percentage difference 
between the respective performance statistic of the peer group and the 
performance statistic of the agent exceeds the over threshold; 

Page 3 paragraph line 1-4, Agents who exceed the variance band are 
highlighted to determine if they are really performing as well as indicated, and if 
so, what key characteristics are lending to their performance. 

determining whether the percentage difference between each of the 
one or more performance statistics of the peer group and the respective 
performance statistic of the agent is less than an under threshold, and 
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Page 3 paragraph 3 line 1-4, the charts provided for the variance analysis 
determine whether a agent's key performance metric falls outside of a range, 
including a percentage under a threshold 

presenting the respective performance statistic of the peer group in 
a second state in response to a determination that the percentage 
difference between the respective performance statistic of the peer group 
and the performance statistic of the agent is less than the under threshold. 

Page 3 paragraph line 1-4, Agents who fall beneath the variance band are 
highlighted to determine what can be done to improve their performance. 

Both Jacobson and Genesys address measuring performance in a call 
center, thus both Jacobson and Genesys are analogous art. 

Jacobson teaches that applying variance management enables resources 
to more effectively utilized in improving performance in a call center (page 3 
paragraph 2 line 1-4). 

It would have been obvious to one of ordinary skill in the art at the time of 
the invention to modify the invention of Genesys, regarding providing detailed 
tracking of individual and group performance measures in a call center, to include 
determining when individual performance metrics exceed or fall beneath a group 
standard and presenting those metrics, as taught by Jacobson, because it would 
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provide a more efficient utilization of resource by highlighting individuals most in 
need of management attention. 

Regarding Claim 43, Genesys and Jacobson both teach the use of graphs 
and charts as performance tools for highlighting and improving agent 
performance in a call center. 

Genesys and Jacobson do not teach: 

wherein the first state comprises at least one of colors, fonts, 
italicizing, reverse printing, holding, underlining, background patterns, 
shading, cross-hatching, diagonal lines, horizontal lines, vertical lines, 
pop-up windows, and sounds. 

However, Official Notice is taken that the use of colors, background 
patterns, shading, cross-hatching and diagonal lines to highlight and accentuate 
charts is old and well known in the art of graphing. These serve to make graphs 
and charts more visually appealing and easy to read. 

It would have been obvious to one of ordinary skill in the art at the time of 
the invention to modify the collective teachings of Genesys and Jacobson, 
regarding providing charts to highlight agent performance in a call center, to use 
various graphical techniques on those charts highlight various features, because 
it would make the chart more visual appealing and easier to read. 



Application/Control Number: 09/776,610 
Art Unit: 3623 



Page 15 



Regarding Claim 44, Genesys and Jacobson both teach the use of graphs 
and charts as performance tools for highlighting and improving agent 
performance in a call center. 

Genesys and Jacobson do not teach: 

wherein the second state comprises at least one of colors, fonts, 
italicizing, reverse printing bolding, underlining, background patterns, 
shading, cross-hatching, diagonal lines, horizontal lines, vertical lines, 
pop-up windov^^s, and sounds. 

However Official Notice is taken that the use of colors, background 
patterns, shading, cross-hatching and diagonal lines to highlight and accentuate 
charts is old and well known in the art of graphing. These serve to make graphs 
and charts more visually appealing and easy to read. 

It would have been obvious to one of ordinary skill in the art at the time of 
the invention to modify the collective teachings of Genesys and Jacobson, 
regarding providing charts to highlight agent performance in a call center, to use 
various graphical techniques on those charts highlight various features, because 
it would make the chart more visual appealing and easier to read. 

Regarding Claim 45, Genesys teaches: 
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the step of allowing a user to select the format of the presentation, 
the format comprising at least one of a textual display, a graphical display, 
a bar chart, a line chart, audio, and multimedia. 

Reference W1 Item 1 , "User defined formatting and reporting" would 
include the user selecting the format of the presentation of data. 

Reference X1 page 2 paragraph 1 line 1, Genesys integrates with all 
standard databases. These databases would include providing a user with the 
capability of selecting a format for displaying data. 

6. Claims 66-69 are rejected under 35 U.S.C. 103(a) as being unpatentable 
over Genesys in view of Jooss. 

Regarding Claim 66, Genesys teaches: 
a computer; 

Reference W1 , "DB server" is a computer. 

one or more contact servers coupled to the computer for providing 
performance data to the computer; 

Reference W1 , "T-Server" is a contact server for providing call center 
performance data to the DB server. 

one or more agent workstations coupled to the computer via a 
network for providing the agent with an interface to the computer; 

Reference U2 page 1 paragraph 4 line 2-4, various industry interfaces are 
provided to the performance database. 
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Reference U2 page 1 paragraph 4 line 5-8, any number of agents can be 
provided with historical data from applications residing on their desktop. 

one or more supervisor workstations coupled to the computer via 
the network for providing a supervisor with an interface to the computer; 

Reference U2 page 1 paragraph 4 line 2-4, various industry interfaces are 
provided to the performance database. 

Reference U2 page 1 paragraph 4 line 5-8, any number of supervisors can 
be provided with historical data from applications residing on their desktop. 

wherein the computer is configured to allow the supervisor to 
configure the access and presentation of the performance data to the 
agent; 

Reference X1 page 2 line 4, system writes to all standard databases. 

Reference U2 page 1 paragraph 4 line 5-7, applications can be written 
allowing tracking (i.e. configuring the access and presentation) of the agent's 
performance data. This data can be provided to anyone on the system deemed 
necessary by the particular business needs, -see also Reference V2 page 2 
paragraph 1 line 1-7, Genesys Agent View utilizes this database to provide 
performance data to the agent and the supervisor. 

wherein the computer is configured to allow the agent to configure 
the presentation of the performance data to the agent; 

Reference XI page 2 line 4, system writes to all standard databases. 

Reference U2 page 1 paragraph 4 line 5-7, applications can be written 
allowing tracking (i.e. configuring the access and presentation) of the agent's 
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performance data. This data can be provided to anyone on the system deemed 
necessary by the particular business needs, -see also Reference V2 page 2 
paragraph 1 line 1-7, Genesys Agent View utilizes this database to provide 
performance data to the agent and the supervisor. 

wherein the performance data comprises performance data of a 
plurality of the agent, a management unit, an agent group, and a peer 
group; 

Reference V2 page 2 paragraph 1 line 1-7, Genesys agent view utilizes 
this database to provide performance data to the agent and the supervisor. This 
data is for the agent and for the agent's group. 

wherein the performance data is displayable for a given agent and at 
least one or more other agents in an agent's management units, agent 
group or peer group by one or more views: on a cumulative basis across 
contact types according to a given contact type handled by the given 
agent. 

Reference X2 page 1 paragraph 4 line 6, Skill-based routing is provided 
so that calls are identified as pertaining to particular skill sets. 

Reference U1 page 1 paragraph 2 line 1-4, each call is tracked "cradle to 
grave" as it comes into the call center, including where it is routed to based on 
the necessary skills required to answer the call. The data gathered from each 
call is stored in a database. 

Reference XI page 2 line 12, historical data collected of agent and agent 
group activity. 
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Reference VI page 1 paragraph 5 line 3, calls by type (i.e. contact type) 
by agent tracked. 

Reference U1 page 1 paragraph 4 line 1-4, database reporting tools allow 
all historical call data, including by agent for call type and skills, to be reported 

Genesys teaches routing calls based on the skills required and tracking all 
calls from 'cradle to grave'. 

Genesys does not explicitly teach providing a view of performance data 
according to a view based on skills. However since Genesys teaches routing 
calls based on skills and ensuring that agents are properly utilized (i.e. neither 
too busy or idle - see Reference VI paragraph 3 line 8-9) it would be obvious to 
view performance according to agent skill level as evidenced by Jooss. 

Jooss teaches the importance of measuring service levels (i.e. 
performance data) according to the skill levels associated with particular call 
center agents and groups (page 46 column 2-3 paragraph 6). 

Jooss teaches that measurement of marketing promotions is tied to skill 
levels of call center employees and thus it is important to determine the service 
level of the marketing promotion by measuring the service level of the group 
having the skills to perform the promotion. 
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Both Jooss and Genesys address the management of call center 
operations, and thus both Jooss and Genesys are analogous art. 

It would have been obvious to one of ordinary skill in the art at the time of 
the invention to modify the teachings of Genesys regarding providing tracking of 
agent and agent group performance according to call type, to include the step of 
providing tracking of both type of call and agent skill, as taught by Jooss, 
because it would provide a way to measure the effectiveness of marketing 
programs by measuring the performance of those agents having the necessary 
skill to execute the marketing program. 

Regarding Claim 67, Genesys teaches: 

wherein the performance data comprises at least one or more of in 
contacts, talk time, work time, total time, available time, aux time, average 
handling time, average work time, average talk time, out calls, out time, 
system time, schedule adherence, state adherence, agent conformance, agent 
sales, agent revenue, agent attendance, entitlement adherence, and quality 
score. 

Reference V1 page 1 paragraph 5 line 4, total time agent spent on phone. 
Regarding Claim 68, Genesys teaches: 

as contacts are handled, generating at least one performance 
statistic for a given agent and for one or more other agents in the agent's 
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group for a given time period that includes at least one daily period; and 
displaying the given agent's performance statistic and the performance 
statistic for one or more other agents in the agent's group for the at least 
one daily period, 

Reference V1 page 1 paragraph 5 line 1-5, agent and agent group 
statistics are provided. 

Reference U1 page 1 paragraph 2 line 1-5, calls are tracked from 
beginning to end and all activity associated with handling the call is recorded. 

Reference W1 page 1 ltem#1 , the data records for calls are provided for 
any time period, including daily, through user-defined formatting and reporting 
(i.e. displayed). 

wherein the performance statistics are displayable for a given agent 
and at least one or more other agents in an agent's management units, 
agent group or peer group by one or more views: on a cumulative basis 
across contact types according to a given contact type handled by the 
given agent. 

Reference X2 page 1 paragraph 4 line 6, Skill-based routing is provided 
so that calls are identified as pertaining to particular skill sets. 

Reference U1 page 1 paragraph 2 line 1-4, each call is tracked "cradle to 
grave" as it comes into the call center, including where it is routed to based on 
the necessary skills required to answer the call. The data gathered from each 
call is stored in a database. 
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Reference X1 page 2 line 12, historical data collected of agent and agent 
group activity. 

Reference V1 page 1 paragraph 5 line 3, calls by type (i.e. contact type) 
by agent and agent group are tracked - paragraph 5 contains some 
representative statistics tracked for agents and agent groups. 

Reference U1 page 1 paragraph 4 line 1-4, database reporting tools allow 
all historical call data, including by agent for call type and skills, to be reported 

Genesys teaches routing calls based on the skills required and tracking all 
calls from 'cradle to grave'. 

Genesys does not explicitly teach providing a view of performance data 
according to a view based on skills. However since Genesys teaches routing 
calls based on skills and ensuring that agents are properly utilized (i.e. neither 
too busy or idle - see Reference VI paragraph 3 line 8-9) it would be obvious to 
view performance according to agent skill level as evidenced by Jooss. 

Jooss teaches the importance of measuring service levels (i.e. 
performance data) according to the skill levels associated with particular call 
center agents and groups (page 46 column 2-3 paragraph 6). 

Jooss teaches that measurement of marketing promotions is tied to skill 
levels of call center employees and thus it is important to determine the service 
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level of the marketing promotion by measuring the service level of the group 
having the skills to perform the promotion. 

Both Jooss and Genesys address the management of call center 
operations, and thus both Jooss and Genesys are analogous art. 

It would have been obvious to one of ordinary skill in the art at the time of 
the invention to further modify the teachings of Genesys regarding providing 
tracking of agent and agent group performance according to call type, to include 
the step of providing tracking of both type of call and agent skill, as taught by 
Jooss, because it would provide a way to measure the effectiveness of marketing 
programs by measuring the performance of those agents having the necessary 
skill to execute the marketing program. 

Regarding Claim 69, Genesys teaches: 

wherein one or more agent groups comprise one or more 
management units, and wherein the performance statistics are displayable 
for the given agent and the one or more other agents in the agent's group 
and management unit. 

Reference V1 page 1 paragraph 5, perfomnance statistics for agents and 
agent groups (i.e. management unit) are displayable. 
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7. Claims 70-80 are rejected under 35 U.S.C. 103(a) as being unpatentable 
over Genesys Call Center Software Product (hereinafter Genesys) in view of 
Jooss and further in view of Jacobson. 

Regarding Claim 70, Genesys teaches: 

the step of displaying the given agent's performance statistic relative 
to the performance statistic for one or more other agents in the agent's 
group and management unit, 

Reference VI page 1 paragraph 5, performance statistics for agents and 
agent groups (i.e. management unit) are displayable 

Genesys does not teach the above: 

for each of two or more daily periods within the given time period. 

Jooss teaches that there are two periods within a weekly schedule (i.e. 
given time period) that are of importance to call center operations - Mondays and 
Fridays. Jooss teaches that some businesses take a lot of calls on Mondays and 
Fridays (Page 47 column 2 paragraph 1 line 1-3). 

Jooss teaches that taking into account daily periods in managing call 
center workload is important (page 47 column 1 paragraph 5 line 5-7). 
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Both Jooss and Genesys address the management of call center 
operations, and thus both Jooss and Genesys are analogous art. 

It would have been obvious to one of ordinary skill in the art at the time of 
the invention to modify the teachings of Genesys regarding providing agent and 
agent group performance statistics, to include the step of providing those 
statistics for each of two daily periods within a given time period, as taught by 
Jooss, because it would enable call center management to better manage the 
varying call load experienced by a call center. 

Regarding Claim 71, Genesys and Jooss do not teach: 
the step of displaying the given agent's performance statistic relative 
to the performance statistic for one or more other agents in the agent's 
group and management unit for an aggregate number of daily periods 
within the given time period. 

Jacobson teaches: 

the step of displaying the given agent's performance statistic relative 
to the performance statistic for one or more other agents in the agent's 
group and management unit for an aggregate number of daily periods 
within the given time period. 

Page 3 paragraph 3 line 1-4, the charts provided for the variance analysis 
determine whether a agent's key performance metric falls outside of a range, i.e 
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the agent's performance statistic is displayed relative to the statistic for the group 
-i.e. one or more agents, for an aggregate number of daily periods. 

Page 3 paragraph line 1-4, Agents who exceed the variance band are 
highlighted to determine if they are really performing as well as indicated, and if 
so, what key characteristics are lending to their performance. 

Jooss, Jacobson and Genesys address measuring performance in a call 
center, thus Jooss, Jacobson and Genesys are all analogous art. 

Jacobson teaches that applying variance management enables resources 
to more effectively utilized in improving performance in a call center (page 3 
paragraph 2 line 1-4). 

It would have been obvious to one of ordinary skill in the art at the time of 
the invention to modify the collective teachings of Genesys and Jooss, regarding 
providing detailed tracking of individual and group performance measures in a 
call center by call type and skill, to include the step of displaying the given 
agent's performance statistic relative to the performance statistic for one or more 
other agents in the agent's group and management unit for an aggregate number 
of daily periods within the given time period, because it would provide a more 
efficient utilization of resource by highlighting individuals most in need of 
management attention. 
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Regarding Claim 72, Genesys and Jooss do not teach: 
wherein the views are represented in a hierarchy. 

Official Notice is taken that it is old and well known in the art of displaying 
data to display views in a hierarchy. This provides for an efficient means to 
organizing the data according to how various data elements are related to each 
other in a hierarchy. 

It would have been obvious to one of ordinary skill in the art at the time of 
the invention to modify the collective teachings of Genesys and Jooss, regarding 
providing detailed tracking of individual and group performance measures in a 
call center by call type and skill, to include the step of displaying the views in a 
hierarchy, because it would provide an efficient means to organizing the data 
according to how various data elements are related to each other. 

Regarding Claim 73, Genesys teaches: 

configuring an appearance of the performance statistic for the given 

agent. 

Reference W1 Item #1, user defined formatting and reporting provides for 
configuring an appearance of the performance statistic for the given agent- see 
also Reference V1 page 1 paragraph 5 line 1-5 statistics tracked and recorded 
for agents and agent groups. 
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Regarding Claim 74, Genesys teaches: 

configuring an appearance of the performance statistic for the one or 
more other agents in the agent's group. 

Reference W1 Item #1, user defined formatting and reporting provides for 
configuring an appearance of the performance statistic for the one or more 
agents in the agent's group - see also Reference V1 page 1 paragraph 5 line 1-5 
statistics tracked and recorded for agents and agent groups. 



Regarding Claim 75, Genesys and Jooss do not teach: 
wherein the appearance of the performance statistic for the one or 
more other agents in the agent's group is configured as a function of a 
value of the performance statistic vs^ith respect to the value of the 
performance statistic of the given agent. 

Jacobson, as discussed above, teaches highlighting individuals who are 
performing either above or below a variance band for a given performance 
statistic by identifying their specific performance statistic. 

Jooss, Jacobson and Genesys address measuring performance in a call 
center, thus Jooss, Jacobson and Genesys are all analogous art. 
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Jacobson teaches that applying variance management enables resources 
to more effectively utilized in improving performance in a call center (page 3 
paragraph 2 line 1-4). 

It would have been obvious to one of ordinary skill in the art at the time of 
the invention to modify the collective teachings of Genesys and Jooss, regarding 
providing detailed tracking of individual and group performance measures in a 
call center by call type and skill, to include the step of displaying the given 
agent's performance statistic relative to the performance statistic for one or more 
other agents in the agent's group and management unit for an aggregate number 
of daily periods within the given time period, because it would provide a more 
efficient utilization of resource by highlighting individuals most in need of 
management attention. 

Jacobson does not explicitly teach configuring the performance statistic of 
the agent based on its value, however official notice is taken that it is old and well 
known in the art of charting to configure the appearance of a performance 
statistic based on its value. A good example of this is highlighting a performance 
statistic on an X-bar and R chart when the statistic is outside a particular 
variance. This enables others to more visibly see that a particular statistic is 
outside of normal bounds. 
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It would have been obvious to one of ordinary skill in the art at the time of 
the invention to modify the collective teachings of Genesys, Jooss and Jacobson, 
to include the step of configuring a performance statistic according to its value, 
because it would easily and more visibly highlight those statistics whose value is 
outside a particular variance. 

Regarding Claim 76, Genesys teaches: 

wherein the appearance of the performance statistic is configurable 
by a given entity. 

Reference W1 Item #1 , user defined formatting and reporting provides for 
configuring an appearance of the performance statistic for the one or more 
agents in the agent's group - see also Reference V1 page 1 paragraph 5 line 1-5 
statistics tracked and recorded for agents and agent groups. 

Regarding Claim 77, Genesys teaches: 

wherein the performance statistic is configurable by a given entity. 

Reference W1 Item #1, user defined formatting and reporting provides for 
configuring the performance statistic for the one or more agents in the agent's 
group - see also Reference VI page 1 paragraph 5 line 1-5 statistics tracked and 
recorded for agents and agent groups. The performance statistic is configurable 
by a call center administrator (i.e. given entity). 

Regarding Claim 78, Genesys does not teach: 
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wherein the given entity is one of an agent or a supervisor. 

Jacobson suggests where the performance statistic is configurable by a 
given entity. Jacobson teaches that management should graph an agent's 
performance statistic to determine if the agent performance falls within a 
particular range (i.e. variance management). The identification of an agent falling 
outside of a specified range would include configuring the agent's performance 
statistic. 

Jooss, Jacobson and Genesys address measuring performance in a call 
center, thus Jooss, Jacobson and Genesys are all analogous art. 

Jacobson teaches that applying variance management enables resources 
to more effectively utilized in improving performance in a call center (page 3 
paragraph 2 line 1-4). 

It would have been obvious to one of ordinary skill in the art at the time of 
the invention to modify the collective teachings of Genesys and Jooss, regarding 
providing detailed tracking of individual and group performance measures in a 
call center by call type and skill, to include the step of having the agent of a 
supervisor configure the appearance of the performance statistic, because it 
would make the identification of the performance statistic more visible. 
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Regarding Claim 79, Genesys teaches: 

wherein at least one daily period is a current day. 

Reference U1 page 1 paragraph 2 line 1-7, call historian records call 
history in real time (i.e. as it occurs). 

Reference U1 page 1 paragraph 5 line 2, periodic analysis of call 
management success, i.e. periodic tracking of calls, includes for where the daily 
period is a current day. 

Regarding Claim 80, Genesys teaches: 

wherein the performance statistic for one or more other agents in the 
agent's group is an average value. 

Reference V1 page 1 paragraph 5 line 5, average outbound and inbound 
call duration is an average value - this statistic is for one or more other agents in 
the agent's group. 

Claims 81-88 recite limitations similar to those addressed by the rejection 
of Claims 66-80 above, and are therefore rejected under the same rationale. 

Conclusion 

8. A shortened statutory period for reply to this final action is set to expire 
THREE MONTHS from the mailing date of this action. In the event a first reply is 
filed within TWO MONTHS of the mailing date of this final action and the advisory 
action is not mailed until after the end of the THREE-MONTH shortened statutory 
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period, then the shortened statutory period will expire on the date the advisory 
action is mailed, and any extension fee pursuant to 37 CFR 1.136(a) will be 
calculated from the mailing date of the advisory action. In no event, however, will 
the statutory period for reply expire later than SIX MONTHS from the mailing 
date of this final action. 
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